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The purpose of this study was to map a document handling process for Volvo Group Logis-
tics. The main objective was to describe this process and explain which documents and to 
whom, are used in this logistics setup and provide suggestions for development. This study 
was made in Finland which is halfway of the logistics process from Central warehouses to 
Russia. 
 
The first step was a current state analysis. The current state analysis conducted mapping of 
the process from central warehouses to Russia. Relevant topics for literature review were 
chosen based on the ideas found on current state analysis. Literature review opened the 
idea of the supply chain and logistics system and how these affect in customer satisfaction. 
Review of the process development was conducted from, process mapping, key ideas and 
identifying areas of development. This part of the literature review helped to understand and 
specify the business process map. Document and data management opened up the idea for 
the importance of documents and data that companies use in their business. 
 
The outcome of the study was a process development proposal built on the current state 
analysis, follow-up and conceptual framework. Information from interviews was also used to 
create a development proposal. 
 
Study reached its goals by providing process development proposals. These proposals and 
the results of the follow-up are only for the use of the organization ordering this study 
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Insinöörityön tavoitteena oli kuvata Volvo Group Logisticsin dokumentinhallintaprosessi 
keskusvarastolta Venäjän jakelukeskukseen. Työssä tarkasteltiin dokumenttien kulkua ky-
seisessä prosessissa ja sitä, kuinka prosessia voisi mahdollisesti kehittää. Työ toteutettiin 
Suomessa, joka on puolivälissä kyseistä logistista prosessia. 
 
Nykytila-analyysi tehtiin haastattelujen ja kirjoittajan oman kokemuksen pohjalta kyseisestä 
prosessista. Prosessista tehtiin prosessikartta keskusvarastolta Venäjälle. Tämän lisäksi 
prosessiin liittyviltä henkilöiltä kysyttiin täsmentäviä kysymyksiä keskustelumuotoisesti 
myöhemmin prosessikuvauksen tarkentuessa. Kirjallisuuskatsaus syntyi nykytila-analyysin 
ideoiden perusteella, ja teoriaa lähdettiin rakentamaan tämän päälle. Teoriaosuudessa kat-
sastettiin toimitusketjun hallintaan, prosesseihin ja dokumentinhallinnan tärkeyteen yrityk-
sissä. Toimitusketjunhallinta avasi ideoita asiakaspalvelun tärkeydestä ja sitä, kuinka logis-
tinen prosessi voi vaikuttaa tähän. Prosesseissa tärkeimmiksi osa-alueiksi muodostuivat 
prosessikuvaus ja sen pääideat se, kuinka prosessianalyysistä löydetään tärkeimmät kehi-
tyksen kohteet. Dokumentinhallinta kuvasi, kuinka tärkeä dokumenttien ja datan hallinta on 
moderneissa yrityksissä.  
 
Työn tuloksena saatiin prosessikehitysehdotus. Ehdotus muodostui kirjallisuuskatsauk-
sesta, nykytila-analyysista ja seurantatutkimuksesta. Näitä tietoja yhdistelemällä muodos-
tettiin kokonaiskuva prosessista ja idea siitä, mihin asioihin kannattaisin tehdä muutoksia. 
 
Opinnäytetyö saavutti sille asetetut tavoitteet tarjoamalla kehitysehdotuksen prosessien pa-
rantamiseksi. Nämä ehdotukset ja seurantatutkimuksen tulokset ovat vain tilaajaorganisaa-
tion käytettävissä. 
Avainsanat dokumentin hallinta, prosessikehitys, toimitusketjunhallinta 
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1 Introduction 
The purpose of this study is to model a supply chain document handling process and 
find targets for the development for Volvo Group Logistics Service. The target of the 
study is a document handling process from central warehouse to distribution center in 
Moscow. Volvo Group Logistics is responsible of the distribution of the goods in Volvo 
Group. 
Background of the project 
Support Distribution Center Helsinki (SDCH) is one of the Volvo distribution centers in 
Europe. SDCH is responsible for cross docking service for deliveries to Russia and sup-
plying goods for dealers in Finland, Baltic countries and Kaliningrad. SDCH employs ten 
people regularly, three in the office for the logistics services and seven in the warehouse 
for operational actions. Gross-docking service is one of the main operations for SDCH 
and request for the project came from the need to describe delivery process from Central 
warehouse to Russia via SDCH. 
To satisfy customer needs, lead-time has to be as short as possible from order to deliv-
ery. SDCH plays big part of increasing or decreasing lead time of the process. Due to 
the tight restriction for shipments from European Union to Russia, it is necessary to keep 
high quality in shipment preparations and in document management to prevent problems 
in the customs procedures. SDCH Helsinki is partly responsible for the information that 
it provides for the shipments. SDCH plans the shipments and prepares documents for 
the customs in Finland and border customs in Russia. 
Goal of the project 
Need for a precise process description has been detected long ago, but necessary ac-
tions have not been taken until now. Throughout the organization have been suggestions 
that precise description of the process needs to be done in order to understand the pro-
cess and possibly improve quality of this process. Tight regulations and restrictions on 
the Russian border are reasons to keep document quality in high level in order to prevent 
problems in customs procedures. Another point is to reduce lead time caused by docu-
ment handling process. 
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Restrictions of the work 
In this study current document and material flow processes will be described. Process 
description will show only document and material flow from Central warehouses to Fin-
land and from Finland to Russia. Due the nature of the organization, it is impossible for 
SDCH or DCM to make any noticeable changes outside of the logistics system where 
they belong. 
Structure of this work 
This work is divided into eight parts. The first chapter is introduction, which leads the 
reader to the concept of the work and goals of the project. The second chapter is an 
explanation of supply chain management and logistics system. Logistics effect for cus-
tomer service and meaning of the service logistics is also explained in this chapter. The 
third chapter is explanation of the processes and process development. Key ideas, meth-
ods and how development targets can be identified from business process map will be 
introduced in this chapter. The fourth chapter opens up how document and data handling 
will affect a company and what can be done in order to gain competitive advantage 
through document and data management.  
Research methods will be introduced in chapter five. Research is created by quantitative 
and qualitative study. Using the writer’s own knowledge of the process, interviewing lo-
gistics specialist in DCM, shipper in Gent and export coordinator, business solution ex-
pert and warehouse worker in SDC Helsinki creates qualitative part of the study.  Quan-
titative part of the study will be created in co-operation with DCM, by creating log for 
follow up in this logistic setup. 
The sixth chapter introduces a current state analysis, where current process flows are 
explained. Explanation contains information of how documents are handled, who will use 
them and for what purpose each document is created. Material flow is also explained 
and how documents will interact in different phases. The seventh chapter shows follow 
up, conducted in co-operation with DCM. The eight chapter introduces development pro-
posals. Follow up and development proposal are only for the use of the organization 
ordering this study. 
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2 Supply chain management and logistics 
Supply chain is network between company, suppliers and customers in order to get prod-
uct or service to the customer. Supply chain management is the active management of 
supply chain activities to create value for customer, gain competitive advantage and re-
duce cost in whole supply chain. [What Is Supply Chain Management [SCM]?. 2017.]   
Through history supply chain has been typified as a byer/supplier relationship. Supply 
chain management is a fairly new term and it has been introduced back in 1982. This 
phrase is now in common use, but it could be changed in form demanding chain man-
agement or demanding network management. This is because supply chain could be 
seen as a network of suppliers, manufacturers, distributors and customers working to-
gether and sharing information. [Christopher 2016: 3] Supply chain usually includes 
physical flows and that is most visible part of the process. Physical flow contains trans-
formation, movement and storage of goods. Information flow is as necessary as a phys-
ical flow, since it allows supply chain partners to coordinate their long term plans and 
control every day flow of goods up and down of the supply chain. [What Is Supply Chain 
Management [SCM]?. 2017.]  
Supplier Manuafacturing Warehousing Distribution Customer
Physical flow
Information flow
 
Image 1. Supply chain network.  
Supply chain processes consists not only of logistics, but logistics is one part of a supply 
chain processes. Supply chain management considers more than material flow from 
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company to customer. It also involves more processes and activities throughout the com-
pany, such as product development, marketing and so on. Many of the processes that 
are under supply chain management do not have straight impact on the logistics, but 
they can cause indirect impacts trough processes and activities. In order to create effi-
cient logistics flow and supply chain process, it is necessary to have efficient and effec-
tive material and information flow internally and between companies. [Jonsson 2008: 5] 
It is not enough anymore that only some of the parts in supply chain will be developed 
and costs will be moved from one process to another. To be able compete in constantly 
developing markets, companies have develop supply chain as a whole and compete 
against another supply chains and not to compete one company against another. [Sakki 
2003: 20] 
2.1 Logistics system 
A logistic system or a logistic process develops when different steps to produce service 
or product will be merged as a one. It starts from the customers, where information flow 
goes through company to suppliers and products or services will flow back to customer 
through company. Mostly logistics has been considered only material management, but 
it is as much handling information flow through process for example, passing information, 
handling invoices, etc. It can be said that half of the logistics happens in office and it is 
handling information and cash flow for materials flow related to it. [Sakki 2003: 23-24] 
A logistics system is a subsystem constructed in interrelated components. It has ex-
change with its surroundings through internal organization and external parties. Limits of 
logistics system are not straight and it can vary depending of the case. Commonly logis-
tics system is limited to supply of materials, production and distribution. [Jonsson 2008: 
6] Or as [Christopher 2016: 11] states logistics system is to respond needs of customers 
that are satisfied with material and information flows that extends from the marketplace 
through firm and its operations and beyond that to suppliers. 
Relationship between subsystems, system surrounding and external system will take 
form of co-ordination and exchange of materials and information. The relationship be-
tween these systems can create higher total system efficiency and effectiveness than 
individual subsystems and components. The aim of the systems is to supply customer 
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efficiently with the products. Each subsystem controls size and timing of material flow 
through system, from material supplying, production and distribution, with various stages 
of handling and value adding activities such ass transportation, warehousing, repacking 
etc. [Jonsson 2008: 6] 
The purpose of logistics is to create competitiveness and high performance by improving 
companies’ efficiency and effectiveness in environmentally friendly way. Logistics sys-
tem influence can be expressed by variables that will affect company’s revenue, com-
pany’s costs, company’s assets and environment. Common goals and performances for 
logistics are: Customer service, costs, tied-up capital, flexibility, time and environment. 
[Jonsson 2008: 9-12] 
Supplier system Customer system
Material supply Production Distribution
Control Control Control
Transport
Refine
Transport
Wareh
ousing
Transport
Raw 
materi
als
Co-ordination Co-ordination
Co-ordinationCo-ordination
 
Image 2. Simplified logistics system. (Jonsson 2008: 7) 
2.1.1 Service logistics 
In automotive industry big part of the purchase decision is the reliability and availability 
of the parts and fast delivery of needed items. For most of the customers income is 
reliable on the fact they have to keep their investment on work constantly and they do 
not have time to wait service to arrive. In this point service and quality are factors that 
will be measured when making decision of the purchase. 
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Typically services have been seen as intangible since they are not physical objects like 
products. Service cannot be stored or made in advance and they tend to be heterogene-
ous by changing depending of the circumstances. Difference between physical product 
and service has been come more blurred during the time. Today service that comes 
along the purchase is as crucial as or even more severe than physical product itself when 
making purchase decision. Customers are far more demanding for the suppliers and 
compare them by level of support, during and after purchase. [Christopher 2016: 204] 
Customer service is a number of activities that involves purchaser, the vendor and third 
parties, who are adding value for the product. Goals of the customer service can be 
determined by understanding customer needs on delivery and setting measurements for 
it. Goals and measurements for customer service will create base for the design and 
control of the logistics system. [Jonsson 2008: 82] 
Satisfying customer needs is crucial for a company since customer satisfaction is greatly 
correlated with profitability. For company working in automotive industry, time and relia-
bility are biggest factors when considering quality of the service. From the point when 
vehicle arrives to the workshop and when needed goods arrive will determine quality of 
supply chain for this industry. 
2.1.2 Customer service in service logistics 
When considering logistics, customer service includes all the activities related to flow of 
materials and information that will add value to the customer.  These activities are not 
restricted only in the delivery process, but can be divided in four different phases of busi-
ness deal: Pre-order, from order to delivery, at delivery and post-delivery. Logistics could 
show influence in all of these phases when it comes to customer service. 
Pre- order customer service contains conditions that are required for customer to place 
the order. Including information about delivery times, current stock levels etc. The cus-
tomer can plan own actions around this information. From order to delivery customer 
service contains information of the possible delays, terms of procedure and how supplier 
can respond to customer demand if they have need to make changes in the order. For 
example if the customer needs to change delivery volumes, change delivery time or 
speed up the process. The customer service in delivery itself holds in delivery times and 
what extend delivery time can actually produce. Post- delivery customer service gives 
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possibility to track original materials used, handling claims and returns, and processing 
and recycling used products and packages. [Jonsson 2008: 83-84] 
Customer service
Pre- order 
service
Service from 
order to 
delivery
Service during 
delivery
Post- delivery 
service
 
Image 3. Customer service in different time phases (Jonsson 2008: 84) 
2.1.3 Delivery service elements 
Service related to order to delivery process is usually called delivery service and it takes 
places in order to delivery and delivery itself. It can be measured in terms of number of 
service elements or as a total weighted index of several elements. These can vary in 
different situations. There is commonly used service elements that could affect in total 
service index. These elements are: Inventory service level, this means amount of stock 
items that could be delivered straight from the stock to the customers. Delivery precision, 
this means that order will be delivered on promised time. Delivery reliability means that 
right amount in right condition will be delivered. Delivery time means the time elapsed 
from order of the customer to the point of delivery. Delivery flexibility, means ability to 
adapt to changes in customer requirements in agreed and ongoing orders. [Jonsson 
2008: 85] 
 
3 Processes 
Process is steps of actions to achieve a specific goal. To understand processes we need 
to understand actions inside it. A more suitable term for what happens is transformation, 
because if input does not create output there is no need for the process. Sometimes this 
is the most surprising part and at the same time most valuable. To understand and ana-
lyze the process there needs to be way to system and classify all the actions in the whole 
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process. Each section of the process is another process and this can broke down in 
smaller and smaller processes. [Jacka & Keller 2009: 17] 
ProcessCustomer
Input Output
Customer
Process
Input
Action Process
Input OutputOutput
 
Image 4. Simplified process breakdown. 
Every company has determined their strategic goals and objectives, and great amount 
of time has been used for this. High-level objectives have been developed by reflecting 
overall strategy of the company. Business objectives have been developed to support 
overall company objects. Employees should understand these goals and processes be-
hind the objectives in order to maintain and developed outstanding performances 
throughout the company. For most of the cases common worker has no idea of the com-
pany’s goals and objectives. For this reason they are not familiar how their work contrib-
utes for the reaching goals that has been set. Every step of activities takes place in each 
business process, which will ultimately determine company’s success. Processes must 
be analyzed to determine if they support business goals in right way. Process analysis 
is useful to ensuring that all the components are supporting business goals and increas-
ing results in efficiency, effectiveness and profitability. [Jacka & Keller 2009: 5-6] 
Common characters of process thinking are system thinking, customer focus, goal ori-
entation, focus on value adding activities, use of feedback in process development, sys-
tematic approach and development by improving or creating processes. Process thinking 
is highly related at creating efficiency and cutting down work that does not add value. 
Sometimes process thinking highlights systemic use of tools such as documentation sys-
tems and information systems. Documentation systems and information systems could 
be used to spread knowledge and automatize parts of the process. [Martinsuo & 
Blomqvist 2010: 1] 
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3.1 Process development 
For process development, process mapping is one of the most efficient ways to review 
and understand business processes. Process mapping is technique to describe se-
quence of actions in order to see each step how something develops from the scratch to 
finished product. Process mapping transforms steps of actions in form that everyone can 
view and understand these steps.  
In process mapping it is crucial to understand process objectives and how they interrelate 
with the company’s overall objects. The objective of each part of the process has to be 
reviewed to ensure that it will support some greater objective. When identifying and rec-
ommending changes, the reviewer can keep these objectives in mind to make sure that 
effects of the changes are fully understood. Seeing the whole picture and integrating 
several parts of the different executors, reviewer not only see what has to be changed, 
but can see how these changes affect everyone. Benefit of one can be measure by whole 
process and can be appropriately considered when creating changes. [Jacka & Keller 
2009: 8] 
Successful analysis of process must take customer into account and it can be any level 
of customer. It can be primary customer or internal customer, so bottom line is that anal-
ysis must take customer in the account and it needs to be driven from customer orienta-
tion. A good process map means that everyone must understand what will be delivered 
to customer and why. Process map has to be transparent as possible in order for reader 
to evaluate and understand how all the links are connected together. Timely response is 
the hallmark of perfect customer service and searching improvements of the process 
that directly affects customer satisfaction is a good start. It is also important to identify 
process caused delays that should not be affecting customer. [Jacka & Keller 2009: 11] 
For business mapping project there is two major issues that are good to keep in mind 
when creating mapping. First is the cause of hidden purposes, which means that process 
mapping project cannot be driven by anyone agenda. For example creating the mapping 
in favor of management or in favor of employees. Mapping needs to be done without any 
hidden agenda, because with agenda of someone there is no real truth in process map-
ping. Another issue is to lose sight of the customer. Like said before customer satisfac-
tion is the key goal of the processes and this has to be keep in mind during whole project. 
[Jacka & Keller 2009: 12] 
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3.1.1 Key ideas 
In each level of the business, everyone has a different idea of the same process. Process 
map is visualization of the process and it should contain everyone’s idea of the process 
who is involved of it. In this way it can be seen as truth. Steps to identify “real” process 
are defining object, information gathering, interviewing, modeling and re modeling, pro-
cess piloting, process launch and implementation. [Jacka & Keller 2009: 13] 
Defining scope of the 
project
Process analysis
Process (re-) modeling
Process piloting and 
improvement
Process launch
Process 
implementation and 
monitoring
Objectives
 
Image 5. Basic steps in process development. (Martinsuo & Blomqvist 2010. 8) 
We know approximately how a process works, and it is common to assume what is im-
portant for the process and what is not. This is common problem in business and truth is 
that usually process is not identified well before it has been really investigated. While 
identifying the process reviewer must meet up with the people who has understanding 
of the process and take notes from these people. At the same time reviewer must keep 
the goal in mind and think how a customer would benefit of all this. [Jacka & Keller 2009: 
14] 
To see deeper in the process, we need to understand what kind of information there is 
available. Information can be reports, interviews, statistical analysis etc. without all the 
necessary information it is easy to miss what is really important in the process. For pro-
cess mapping correct information is key to sustaining belief. This will prevent reviewer to 
start creating mapping that is unimportant for the process. Reviewer must have all the 
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necessary facts gathered and understanding how to use them. All this will help in final 
phase to understand what process map is really telling you. [Jacka & Keller 2009: 15] 
When all the base information is gathered, mapping can be initiated. This cannot be done 
in isolation and all the people and machines has to be involved for the process by having 
interaction of each player in the process. When the mapping is done, it can be shown for 
the players involved and everyone knows their own part of the process and expects that 
it will match to everyone else. Map and interviews will help to fill the gaps of the pro-
cesses when creating finished process map. It can be that after interviewing and involv-
ing all the players on the process it doesn’t look any more like original map. The final 
version of the mapping shows the “real” process. [Jacka & Keller 2009: 15] 
When final version is done it is time to analyze the production. Analyzing should be done 
throughout the map generation, but in this point major problems has been identified and 
it needs to be asked why there is these problems. At the end full effect can be seen and 
understand interactions between the elements. Most significant delays can be spotted 
and effectiveness and efficiency can be evaluated through whole process. [Jacka & Kel-
ler 2009: 15-16] 
After modeling the process and creating necessary improvements to the process, it is 
time to test the process. This can be done in real working environment or in simulation.  
Piloting should be done before initiating process for the whole organization, because 
during this time it can be seen if there some major faults in the process and it cannot 
case major negative impact for the business.  From piloting phase data can be gathered 
weather it will support company’s goals and creates positive effects in the process. [Mar-
tinsuo & Blomqvist 2010: 9] 
After piloting stage greater implementation can be taken in to action.  New actions will 
replace old actions and routines and these actions will support new process. All impacted 
employees are trained and instructed to adopt their new roles and also monitoring and 
controlling systems are set for the new process model. [Martinsuo & Blomqvist 2010: 10] 
When implementation is done, it is necessary that process is continuously steered and 
monitored, which means that someone is responsible of the process resources, imple-
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mentation and performance of the process. With continuous tracking the process neces-
sary points of improvement and corrections can be seen. [Martinsuo & Blomqvist 2010: 
10] 
3.2 Mapping the process 
Process mapping is a description of value adding activities and their associated infor-
mation and material flows. Start and the end of the process are identified and clearly 
linked to the customer needs. Process in question can be delimited by outlining the in-
terfaces, added value, main activities and resources in general level. [Martinsuo & 
Blomqvist 2010: 12] 
When creating description of current state of the process it is efficient to proceed from 
start to end and same time tracking value adding activities as well as information and 
material flow when they occur. General description of the process involves identifying 
the main phase and key decision points in the process, identifying activity- specific inputs 
and outputs, describing the activities and decision points generally, identifying interfaces, 
resources and supporting systems. [Martinsuo & Blomqvist 2010: 13] 
Processes that are critical for the company need to be examined more detailed level and 
how resources are allocated in each task. In these kind of cases detailed flowcharts and 
practical guidelines may be needed to ensure proper process implementation. In detailed 
description two things need to me differentiated, tasks being monitored and controlled 
such as material and information flow and roles and responsibilities in performing activi-
ties. Sometimes it is good to describe what kind of the tools and information is required 
for the task. It is good to create clear distinction between two types of situations, if the 
process is always carried in same way it is necessary to create detailed description, so 
all involved persons have consistent information. If there is uncertainty or actions are not 
implemented in same way each time, then process description can be less detailed. 
[Martinsuo & Blomqvist 2010: 13-14] 
There is several different ways to create process descriptions and no single method has 
achieved status of standard practice. Four most commonly used methods are, flowchart, 
process flow diagram, task matrix and textual instructions. [Martinsuo & Blomqvist 2010: 
13]  
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Jonsson [2008: 30] states that for processes in supply chain and logistics activities are 
usually cross functional, departmental and also sometimes cross corporate borders. 
Jonsson provides two tools for mapping logistics or supply chain processes. The first 
one is a process analysis chart and the second one a function flow chart.  
A functional flow chart shows activities performed and in which order these activities 
takes place. It also shows who has been performed these activities. Functional flow 
charts are especially good in providing a picture of how many individuals and depart-
ments are involved in a process and what is done by these different departments and 
individuals. Flow chart provides good overview of the complexity in certain process. It 
answers all the where and who questions and for this reason it is valuable aid in making 
processes more efficient by redistributing or combining activities involved by different 
individuals or departments. This is great tool for the reduction of the lead times, because 
there is amount of individuals and departments involved in the processes. [Jonsson 
2008:  31-32] 
When mapping the process it is necessary to accept that all the actions in the process 
are not done best way possible and this can cause that process description can be cha-
otic and hard to understand. This leads to idea that points where process can be devel-
oped can be found. It is necessary not to describe what needs to be done, but the de-
scription has to represent current state. When creating the map it is good keep in mind 
that process is defined, by using good practices of process modelling and it meets ob-
jectives set to it. Reviewer can be used to check that all the value adding activities are 
included in process and there is resources for each activity, and all information and ma-
terial flows are taken into account. Activities, resources and system that are not creating 
value for the customer should be removed from the process. [Martinsuo & Blomqvist 
2010: 18] 
3.3 Finding targets for development 
Performance indicators can be used to identify potential areas of process development 
by providing information about the process and its current state. Identification of the spe-
cific process development areas require that the process and all the components are 
examined with insight and relation to objectives. Attention needs to be value- creating 
activities and their detection among any operation and process modelling plays important 
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role in this. Directing attention to value creating activities it also reveals potential problem 
areas in value creation. [Martinsuo & Blomqvist 2010: 23] 
Areas for the development are typically found in three places, lack of investments in 
value-creating activities, waste, and faulty decisions. Lack of investment can mean in-
sufficient use of the resources or insufficient organizational structure trough out the pro-
cess or in specific part of the process. Process area of insufficient use of resources can 
cause bottleneck in whole process. Waste can be form of excess resources, oversupply 
or unnecessary idle time during the process. If the question is in labor, material, products, 
components, or time, waste weakens the process performance and befits trough entire 
organization. Faulty decision can refer to how process is positioned with regards to com-
pany objectives and activities and this is related to strategic decisions. [Martinsuo & 
Blomqvist 2010: 23] 
4 Document and data management 
Document management is the process of handling documents in such a way that infor-
mation can be created, shared, organized and store efficiently and appropriately. For 
many companies document management focus is organization and storage of docu-
ments. For common business it is normal that they have both electronic and physical 
documents. Usually documents are invoices, payment reminders, sales brochures, 
emails, balance sheets spreadsheets etc. All companies create variety of documents in 
order to maintain they business and keep things rolling forward [Ward. 2017] 
Create
Check/
Approval
Edit Publish
Search/
Screening
Archiving
Delete
 
Image 6. Lifecycle of the document (Anttila 2001. 5) 
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For modern business effective and efficient document and data management can be 
major contributor to improve business performance of the enterprise. Drawing a line be-
tween data and document helps to understand what is the main difference between these 
two types of information. Structured information is usually, data, facts and figures in or-
ganized form. These are grouped together and have defined format and length. Unstruc-
tured information is data that can be in any form of communication. These can be emails, 
text documents, videos, images etc. [Wiggins 2012. 1] 
For large corporations it should be evident that documents and data (structured and un-
structured information) need to be dealt together with coherent and consistent manner. 
Major attention should be pointed to unstructured information, where data usually ap-
pears for the receiver. [Wiggins 2012. 2.] 
4.1 Data management 
Information and data have become increasingly important as well as crucial competitive 
factor over time. This means that development toward information centered economy is 
constant. Master data describes most relevant business entities and activities where or-
ganization is based. Master data is the base for the transactional data. Transactional 
data can be invoices, orders, etc. Master data is the constant data and transactional data 
is created on top of that and without master data there would not be single order or 
delivery to proceed. Every organization has to deal with master data, but business de-
termines which kind of data structure they are playing with.  [Marco & Pietzka 2014.1] 
Data quality is one of the major assets of the company. Organization has to be able to 
understand what their quality of data is and this quality will impact to the business. It 
needs to pointed out where source of poor quality lies and how to improve data. Master 
data should be way to gain competitive advantage not to cause problems trough organ-
ization and processes. Objectives of the master data must be determined and it has to 
meet up with organizational strategy. If the quality of the data is poor, this knowledge 
needs to spread through organization and it needs to be shown how this impacts to the 
business. [Marco & Pietzka 2014.2] 
Data ownership is dedicated to know who uses the data in which systems. Which em-
ployee has access to read and change the data and why these people have granted or 
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denied access for this information? It is generally know that dividing responsibility of the 
data ownership is not effective way to handle data. This is the reason why single data 
ownership is an effective way to handle data. Availability of the data has to ensure all the 
times. [Marco & Pietzka 2014.2] 
 
4.2 Document handling 
For business it is common that after each step information has been changed a form or 
added in another document. For this reason it is crucial to know how documents have 
been created, where they are located and what they will be used. Usually in corporations 
there is several peoples involved of using the documents so it is necessary to be able to 
keep on track of the changes and potential mistakes of the documents and trough this it 
can cause inefficiency and inconsistency in the documents. Also it can be stated that 
documents are constructed of the data or information of the business, so this why it is 
important that primary data is usable to create documents. 
Storing documents usually contains two aspects. The first one is physical aspect of the 
storage, this means that there is costs tied up in storing documents, searching docu-
ments and maintain the storage. Searching and retrieving documents will take consider-
able amount of time in most business. The second aspect is how these documents will 
be filled. Filling means that documents are filled with good file management practice, 
such as structured in reasonable order in terms of use or structured by date etc. It is also 
necessary to know how you will archive the documents, will they be terminated in proper 
ways moved in archive boxes or stored in somewhere. [Ward 2017] 
Survey conducted by Leger Marketing for Xerox Canada, said that average cost manage 
and storage of documents cost $2,152 a year by average and they used about one hour 
per day to search this documents. This survey was made for small business. Searching 
problem can be helped by good filling practices, filing names in consistent way and keep-
ing data storages organized these documents are much easier to find.[ Ward: 2017] 
The management of a business enterprises is usually blind for the fact that bad document 
handling is causing daily problems and costs for the business. Usually it has been only 
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a necessary routine and not a way to improve productivity and motivation of the person-
nel. The management is rarely a force that will start creating better document handling 
routines, but change can be seen in attitudes. [Anttila 2001:8]  
5 Research methods 
Research methods used for this study are quantitative and qualitative. Using writers own 
working experience of the process and interviewing peoples involved at the process will 
create qualitative part of the study. Qualitative part of the study is constructed by inter-
viewing parties involved in this logistic setup. In SDC Helsinki, export coordinator, ware-
house workers and business solution expert will be interviewed. Information gathered 
form them will be used to fill the gaps and specify parts of the process in SDC Helsinki. 
Interviews are open for all participants and defining questions will be asked when they 
appear. From DCM senior logistic specialist will be interviewed to open up the processes 
in DCM. Customs procedures and necessary documents required from will be cleared in 
interviews with logistics specialist. Defining questions of the process will be asked when 
they appear. Shipper from Gent and Lyon will open their processes trough interviews. 
Notes from the interview will be taken and these notes will be used to create preliminary 
version of the process map. To fill the gaps of the processes, defined questions will be 
delivered via email or Skype. 
Quantitative part of the study will be done in co-operation with colleagues in DCM. They 
will start follow up for the logistic setup. 
6 Current process flows and parties involved 
6.1 Volvo SDC Helsinki 
Distribution center SDC Helsinki is placed in Vantaa, Finland and its main operation is 
storing and supplying Volvo Truck spare parts for Finnish, Baltics dealers and distribution 
center Moscow, which is main Volvo warehouse in Russia. SDC Helsinki employs ten 
people and seven of them are in warehouse operations and three in office for logistics 
service. Warehouse is part of Volvo Group Logistics and this organization is responsible 
of Volvo group logistics services.  
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While the company’s main operations are storing and supplying spare parts for custom-
ers, there is also cross- docking service for deliveries coming from Volvo central ware-
house in Ghent and Renault central warehouse in Lyon and return handling for dealers 
in Finland and Baltic countries. Cross- docking includes business areas from Volvo 
Penta, Volvo Truck, Volvo Construction Equipment and Renault. These four business 
areas will create base of the cross-docking service to Russia. Stock of the warehouse 
contains only Volvo truck and bus parts and daily orders are picked for retailers in Fin-
land, and Baltic countries. Day orders to DCM are picked in SDC Helsinki and these 
goods are shipped at the same time with the cross-docking goods to DCM. Office pro-
vides document handling and delivery planning for cross- docking shipments to DCM 
6.2 Product and document flow 
There are several document and product flows from central warehouses to SDC Helsinki 
and DCM and in the next chapter these flows will be explained and how these flows work. 
Most precise explanation will be how document handling works in SDC Helsinki. In this 
supply chain orders will be picked and packed in Lyon and Ghent and shipped to Finland 
for cross- docking. From SDC Helsinki goods will continue to DCM and they are respon-
sible of distributing goods for dealers in Russia and Belorussia.  
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Image 7. Product and document flow in logistics setup 
6.3 Order planning 
DCM creates orders to Ghent, Helsinki and Lyon based on current demand and refill 
need of the warehouse. Orders picked in SDC Helsinki are stated as day orders that are 
based on customer demand. Stock orders are created based on stock levels in ware-
house where reserve stock has to be in certain level in order to keep safe stock for high 
demand parts. For VTC shipments are mostly day orders, but there can be stock orders 
also which are not acceptable on container shipment flow. Container shipments are 
mostly refill orders to DCM for bulk items. VCE and Renault shipments containing both 
day orders and stock orders and these are separated with numeric codes, in rush orders 
and stock orders. Rush orders are higher in priority when planning shipment towards 
Russia in SDC Helsinki. 
VTC and VCE will be picked, packed and prepared to shipment in Ghent. These ship-
ments will be loaded with RT cross-docking goods in trailer to SDC Helsinki. 
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6.4 Document flow 
Documents are arriving from several sources to SDC Helsinki and in the next chapter 
these flows will be explained. From Renault warehouse Lyon, SDC Helsinki receives by 
email export documents, packing lists and invoices. From Ghent, SDC Helsinki receives 
export documents and pre- alerts by email for all VTC and VCE shipments. Paper copies 
of the Invoices, export documents and packing lists, will arrive along the FTL shipment, 
but these documents are not used in SDC Helsinki. 
6.4.1 Inbound document flow SDC Helsinki 
Export documents for VCE, Volvo truck and Penta will be received by email from the 
shipper in Ghent and these documents are created in customs system Belgium. Export 
documents will be created based on the information in invoices. After receiving export 
documents, these documents will be printed in outbound delivery shelf and forwarded to 
DCM. Export coordinator in SDC Helsinki will search matching invoices from the elec-
tronic invoice archive by using invoice number that can be found from export documents 
or packing lists. Invoices will be saved in local invoice folder and four copies of the invoice 
will be printed. Invoices will be checked, stamped and signed to validate them and tied 
up with export documents. These documents will be stored in outbound invoice shelf.  
Renault export documents, invoices and packing list will be received by email from Lyon. 
Invoices, export documents and packing list are saved to local invoice archive. Four cop-
ies of invoice and one copy of packing list and export document will be printed out. In-
voices will be checked stamped and signed to validate them and tied up with export 
document. These documents will be stored in outbound invoice shelf. 
Loading list for the road FTLs are scanned to SDC Helsinki and these lists will be printed 
out and allocated for Russian Deliveries, Dealer deliveries to Finland and refill deliveries 
to SDC Helsinki. VTC & VP packing list will be checked and expected arrival date will 
added on them. VCE packing list will be checked by shipment number from invoice ar-
chive and invoice number and expected arrival date will be added in the loading list. This 
way lists can be matched for the right invoice when sending documents for all parties’ 
involved. Invoice number is also used to find right invoice from outbound invoice shelf.  
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From packing lists export coordinator will take two copies, one will go in the warehouse 
and another will stay in incoming shipment shelf. When truck FTL is unloaded in the 
warehouse, fork lift driver marks each received case and send marked copy of the list to 
the export coordinator. These lists are matched with unmarked lists and tied together. 
List will be moved to ready to shipment shelf. From loading lists export coordinator can 
see reports of the damaged cases and cases will be checked and pictures will be taken 
and forwarded to DCM. DCM will decide if they refuse or approve damaged case for the 
delivery.  
SDC Helsinki receives checking request from DCM for content and weight of the cases 
if needed. These requests will be handled during the unloading and SDC Helsinki pro-
vides information to DCM after request has been fulfilled. 
Day orders that are picked in SDC Helsinki, will automatically print invoice during the 
night and invoice can be picked next morning from the printer in the office. Invoice will 
be checked for any deviations or mistakes. These invoices can be also found from the 
electronic invoice archive and four copies will be printed and stored in outbound delivery 
shelf. Two copies of the packing list will be taken and list will be moved to ready to ship-
ment shelf. 
6.4.2 Outbound document flow SDC Helsinki 
Necessary documents for the outbound deliveries that SDC Helsinki has to provide are 
export documents, invoices and packing lists. Outbound process starts by SDC Helsinki 
receiving so called green light list from the DCM. This list contains all the invoices that 
have permission for delivery. DCM will create this list by checking the invoices and export 
documents and approving these goods for the shipment.  
Export coordinator plans the shipment with loading lists from ready to shipment shelf and 
information in greenlight list. Cargo will be planned by prioritizing rush shipments, but 
also weight and size limitations have to considered. Loading list will be separated as 
office list and list to warehouse. Warehouse will use one copy for loading the trailer. 
Export coordinator will use another copy to find right invoices for loading lists. Information 
from the invoice will be added in compaction excel. This excel form is divided in three 
different part by business areas, VTC&VP, RT and VCE. Information that will be added 
22 
  
in excel file is invoice number, number of cases, gross weight, net weight, value and 
volume. 
Invoice numbers divided by business areas will be sent to DCM and brokers in Russia. 
With this information DCM will create groupage lists divided by business areas that has 
information for border customs in Finland and Russia. A Groupage list contains part 
number, part description, quantity, tariff, net weight, gross weight, amount of cases and 
value. Total amounts of net weight, gross weight, amount of cases and value will be 
compared to compaction excel. If values match, the same amount of groupage lists as 
there are invoices will be printed. Groupage list will be stamped and tied together with 
invoices. For border customs in Russia, groupage list has tab containing parts descrip-
tion. Parts description tab has every part number and short explanation of materials, 
manufacturing method and purpose of use in Russian. Border customs will use this in-
formation to check the content of the delivery. Printed invoices, export documents and 
groupage lists will be added in envelope and delivered to truck driver departing DCM. 
Driver will use these documents for border customs in Finland and Russia. 
For Carrier Company export coordinator creates five separate mails. The first mail will 
contain invoice produced by SDC Helsinki. Carrier Company will forward this to the bro-
ker, which creates export document for the invoice. Broker will send export document to 
SDC Helsinki and SDC Helsinki will forward it to DCM. Compaction emails to Carrier 
Company are divided by business areas. These emails contain MRNs, invoices, 
groupage lists and total values of delivery. Invoices will be searched from local invoice 
archive and attached to mail. Groupage list will be copied from DCM mail. MRN: s will 
be copied from export documents and attached to mail. Total values of each business 
areas can be found from compaction excel and values can be copied from there to mail. 
Total values of the whole shipment will be sent to carrier, so they can compare values to 
CRM. Carrier Company will forward these documents to broker in Finland who will create 
CRM, TIR and necessary documents for customs clearance by using this information. 
CRM will be sent to SDC Helsinki and DCM.  
Compaction excel will be printed out and tied up with loading lists and it will be stored in 
shelf if needed for further investigation. SDC Helsinki sends all the invoices, packing lists 
and license plate of the trailer to DCM. They use this information to create ID for the 
shipment and unloading lists. 
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6.4.3 Document flow to DCM 
DCM receives export documents from SDC Helsinki and Lyon. Export documents will be 
forwarded to broker and they will compare this information to invoices. Data for the in-
voices are collected from two databases. From order database and electronic invoice 
archive. Values from both databases will be added in excel and compared. If value de-
viation between these databases is significant DCM will ask SDC Helsinki or Ghent to 
provide further information of the case where deviation has detected. Usually SDC Hel-
sinki checks weight or content of the case based on the request. This information will be 
used to correct values in the invoice and export documents. DCM will ask Ghent to open 
new export document for the shipment. Fixed export documents and invoices will be sent 
to SDC Helsinki. New part numbers will be checked every morning and correct tariff will 
be assigned for these parts. Information for the tariffs will be provided by technical team 
in Ghent or SDC Helsinki will take pictures of the part or provide short description of its 
content.  
When these preparations are done, DCM will create a greenlight list and send it to SDC 
Helsinki. SDC Helsinki will send a list of invoice planned for delivery based on the green-
light list. Groupage list will be created based on the invoice list that SDC Helsinki sends 
to DCM.  From SDC Helsinki, DCM will receive collection mail with all VTC&VP, VCE, 
RT invoices, packing lists and license plate of the trailer. Information of this mail will be 
used to create unloading list to warehouse and follow up ID, so shipment can be tracked 
during the delivery from SDC Helsinki to DCM. 
Broker in Russia will create customs declaration for internal customs. They approve and 
match values from export documents and invoices. DCM will create excel file by business 
areas containing; certification number, certificate date, certification period, trademark, 
part number and amount of goods. CRM made by Finnish broker will be forwarded to 
broker and they add it to document collection for customs declaration. Broker will load 
ALTA excel, CRM, export documents and invoices to ALTA system for customs decla-
ration. Internal customs will do the procedure based on these documents. 
6.5 Product flow 
Product flow starts from central warehouse in Ghent and Renault central warehouse in 
Lyon. SDC Helsinki is distribution center and receives daily truck shipments from Ghent. 
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These shipments usually contain, refill for the SDC Helsinki warehouse and cross- dock-
ing goods towards Russia. SDC Helsinki will provide cross- docking service for goods 
coming from Ghent and Lyon heading to Belorussia, Russia and Kaliningrad. There is 
also daily rush air freight shipments form Ghent and Lyon. SDC Helsinki receives cross- 
docking goods from Volvo Penta, -Truck, -Construction Equipment and Renault. 
Renault product flow starts from central warehouse in Lyon. Goods are picked in Lyon 
and shipped to Ghent, where is cross- docking service for Renault shipments towards 
Russia. Ghent is responsible of picking, packing and shipping of VCE, VTC and VP 
goods. Goods will be delivered in daily truck shipments to SDC Helsinki. Rush air freight 
shipments will arrive SDC Helsinki straight from the Lyon and Ghent. Flight shipments 
will arrive in one day from Gent and within two days from Lyon. 
6.5.1 Inbound flow SDC Helsinki 
SDC Helsinki receives air freight at the morning. Cases will be checked and received 
cases will be marked in loading list. The same information could be found from the load-
ing list and labels from the cases. Cases will be checked by case number from list and 
the label. Marked loading list will be sent to export coordinator. When daily road FTL 
arrives, receiver will unload the goods in the cross-docking area by using loading list 
delivered by export coordinator.  
Forklift driver divides goods to refill of the warehouse and cross-docking goods that are 
heading to Russia. These goods will be placed in different areas in warehouse waiting 
for handling and shipment. When unloading is done forklift driver will mark received 
goods to loading list and send copies of these to export coordinator. Cases that have 
checking request will be weighted and moved to screening area for further investigation.  
All the cases that are damaged will be marked and reported to the export coordinator 
and export coordinator will take necessary actions for the case if needed. 
6.5.2 Outbound flow SDC Helsinki 
Day orders picked in Helsinki will be shipped along with cross docking goods. Using 
loading list delivered by export coordinator, forklift driver will load the goods in the trailer. 
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All the loaded goods will be marked in loading list. When loading is done list will be 
restored in the covers in case of further investigation. 
6.5.3 Goods handling in DCM 
Incoming goods will be unloaded by using a list which is created based on the information 
that SDC Helsinki send in dedicated truck mail. Truck will be unloaded to the warehouse 
and all the cases will be checked from labels and matched for unloading list. DCM will 
supply these goods to dealers in Russia and Belorussia. 
7 Conclusion 
This thesis project was made for SDC Helsinki. In this study documentation flow process 
was examined and a process map was written of the current process. The need for this 
work came from the SDC Helsinki, since document flow process has not been mapped 
before. The goal of the work was to describe the current process and find out potential 
development targets. The process was described to see where documents were used, 
who the users of the documents are and why these documents were handled. Re-
strictions of this study were limits of the logistics system due to the size of the organiza-
tion. 
This work was divided into eight parts: theoretical framework that describes practices in 
supply chain management, process development methods, and document and data 
management meaning. Supply chain management was chosen to give information about 
how a logistics system works and what the effects of supply chain management for lo-
gistics are. Service logistics and service logistics elements were described in order to 
understand customer needs. Processes and process development were supporting the 
business process mapping. This part provided best practices to describe, map and find 
targets for the development of the current logistics process. Document and data man-
agement supported findings and problems noticed during interviews. The importance of 
the document and data management gave good insight for development proposal, since 
most of the problems in supply chain were related to this. These parts were included in 
theoretical framework and this information was utilized when creating development pro-
posals for the study. 
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Research methods used for the study were based on quantitative and qualitative analy-
sis. The qualitative part of the study was created by using the writer’s own experience, 
interviews and defining questions through the mapping process. The people interviewed 
were from DCM, SDC Helsinki and Central warehouse in Gent. By using the knowledge 
of these people it was possible to fill the gaps in the process map and define parts that 
were unclear. Quantitative analysis was executed together with colleagues in DCM, by 
creating follow up. 
The current state analysis shows the current state of the process and parties involved in 
it. It explains how documents are created, who will use them and where they eventually 
end up. In this part document and production flows were described. Together with pro-
cess map it was possible to investigate relations between actions throughout the whole 
process. In current state analysis the writer’s own experience was used together with 
information gathered from the interviews. The process map was created based on this 
information and gaps were filled with specifying questions of the parties involved. Follow-
up was established to support findings of the process mapping. The results of the follow-
up are only for the use of the organization ordering this study. 
From follow up, current state analysis and theoretical framework it was possible to create 
improvement suggestions for the process. These improvement suggestions are only for 
the use of the organization ordering this study. 
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